i 


(19) 


J 


Europaisches Patentamt 
European Patent Office 
Office europeen des brevets 


(12) 


(11) EP 0 712 227 A3 

EUROPEAN PATENT APPLICATION 


(88) 

Date of publication A3: 

(51) intci.6: H04M 3/30, H04M 1/24 


24.11.1999 Bulletin 1999/47 

(43) 

Date o1 publication A2: 
15.0S.1996 Bulletin 1996/20 


(21) 

Application number 95308134.6 


(22) 

Date of filing: 14.11.1995 


(84) 

Designated Contracting States: 

• Schiilaci, Onofrlo 


AT BE CH DE ES FR GB IE IT LI NL SE 

Camarillo, California 93010 (US) 
• RIechpateri Raymond William 

(30) 

Priority: 14.11.1994 US 340083 

Felton, California 95018 (US) 

(71) 

Applicant: HARRIS CORPORATION 

(74) Representative: van Berlyn, Ronald Gilbert 


Melbourne, PL 32919 (US) 

23, Centre Heights 
London NW3 6JG (GB) 

(72) 

Inventors: 


• 

Horton, Michael D. 

0]ai, Calilomia 93023 (US) 



(54) Trouble-shooting system for telephone system 

(57) A trouble-shooting mechanism is incorporated 
into a telephone sen/ice technician's portable computer 
unit, to enable a craftsperson, to respond to a trouble 
ticket. By analyzing multiple sources of information, in- 
cluding user inputs from the craftsperson. parametric 
data embedded in the trouble ticket, test data obtained 
through the execution of local tests, and remote test da- 
ta, the trouble-shooting mechanism derives and sug- 
gests a problem solving strategy that Is appears accu- 
rate. The system architecture includes a trouble-shoot- 
ing application engine, and an associated set of data- 
bases, one of which is a knowledge database, and the 
other of which is a shared, parameter database. The 
knowledge database contains rules and static parame- 
ters which define the characteristics and behavior of the 
application engine. These rule sets and tnformatk>n are 
telephone line trouble-shooting specific. 
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